Trends in outsourcing. Anatomy of a customer care solution.
Greenwich Hospital, Greenwich, Conn. The hospital had a history of complex and confusing patient billing forms and in at least one instance the billing department was unreasonably unresponsive to a patient's needs. Officials in the hospital's patient and guest relations department began outsourcing services to address the billing needs of the hospital and the patients. After the hospital overhauled its billing procedures, complaints dropped and bad debts came in far below budget. "The hard work includes establishing advisory boards and task forces to examine new ways to communicate better with patients."